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EXPARTE CRLATE

8335 SW 72nd Avenue
Apt. D-218 -
Miami, Florida 33143 .

January 25, 1993

FCC
1919 M Street NW
Washington, D.C. 20554

Ladies and Gentlemen:

.. [DRIGINAL
SAVEUEE N NS S B F‘/ L”EE
RECEIVED

e

FCC - MAIL ROOM
RECEIVED
FEg 10 1993

FEDERAL COMMUNCATIONS COMMISSION
QFFICE OF THE SECRETARY

FLED JAN 29 1993

I am not going to miss this opportunity to submit my complaints
about local Miami Cable TV companies, and their inability to

service their customers.

Attached hereto are copies of a couple of my complaints and my
letters should be self-explanatory.

YES, the FCC should get involved and re-regulate basic cable TV!

Thank you.

s
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STORER CABLE 9625 SW. 72nd Street

COMMUNICATIONS - Miami, Florida 33173
(305) 595-0924

January 6, 1993

Dear Storer South Resident:
As you know, our crews continue to work 7 days a week to restore your cable services.

As we progressed with rebuilding our Cable System in your area, we found that actual
damages exceeded our original estimates. This coupled with delayed equipment shipments
has caused us to revise our original restoration dates.

The estimated timetable for the restoration of service in Zip Code 33156, East of US1 is:

52nd Ave. to 60th Ave.
& 1/11/93
88th St. to 132nd St.

60th Ave. to US1
& 1/15/93
88th St. to 112th St.

60th Ave to US1
& 1/30/93
112th St. to 132 St.

As we complete each area we will call you to verify that your service is restored. If your
home was extensively damaged, we may need to set up an appointment to redo the
interior cable installation.

Thank you for being a Storer Cable Customer. We look forward to providing you with
the best in Cable TV entertainment and services for many years to come.

Sincerely,

DADE CABLE TELEVISION, INC.
Maureen O'Neill

General Manager
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FCC Wanﬁs cus 'tomers to suggest neW rules

. HOW TO COMMENT, 8B

By ALINA MATAS
Herald Staff Writer
When George Brown lost cable
service agam, he called his cable
company in South Miami to
tt the outage.
e got a busy 'signal. Again.
“] have tried calling to com-

plain about the signal going out, -
and inevitably, the phone lines.

"

are always busy,” said Brown,
who eventually bought a switch
that lets him change over to a reg-

ular antenna when his cable goes .

out.
The federal government soon

rpay help Brown
South Miami’s Cable Satellite.

/- {As the Federal Communica-
. tions Commission begins to re-
regulate the cable industry, it

¢ould require cable companies to
reduce the number of times cus~

- fomers call and get a busy signal.

Or how many times the phone

- can ring before someone answers.

‘And even how fast cable compa-
nies should renmburse customers

¢ for interrupted service.

i As it writes these regulat:ons,
“the FCC is welcoming comments
{ from the public. Consumer advo-
. cates view the impending re-reg-
‘ ulation — the FCC will begin

et through'to’

issuing rules in Apnl but the.
effective dates could be months-

later — as a call to anyone who

“wants a responsive industry.

“It’s important that local juris-
dictions and consumers. com-
ment, because they’re not going
to have another opportunity for a
long time,” said Cathy Grimes,
cable television coordinator. for
the Metro-Dade Consumer Ser-
vices Department; The office
handled 1,122 cable customer
complamts in 1992374 °

One city, Miamt Beach, has
asked the FCC to go even further
and give " municipalities the
power to audit a cable company’s

19920

A\l
HITN

s OO
-

Here are 1992 complaint totals for cable companies serving.

~ Complaints
Total per 1,000
complaints | subscribers

305
194
G BB

Source: Metro-Dade Office of Cable TV Coordination; City of Miami Office of Cable TV.

telephone response every month.
It also wants service interrup-
tions and other problems solved
24 hours a day, billing and ser-
vice centers to stay open late or
on weekends, and for cable com-
panies to be fined up to $200 a

*A VERY IMPORTANT DAY FOR MOST CUBANS

day for poor service.

“In terms of customer servic
we are so far down we can onl
go up,” said Matthew L. Leibov

itz, the attorney who wrote th

PLEASE SEE CABLE, 8

New schoo!
report card
to be sent
this week
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‘comments for Miami Beach.

Cable companies object - "

.Cable companies shrug at gov -
emment-mandated standards.

tell us how to service our custom-
ers,” said Tony Bello, director of
business development for Flor-
ida for Storer Cable. “We know
:how to service our customers.”
.+ Some customers disagree.

: +“They - put the burden on the -

customer,” said Hosea Smith;
who wants his cable company in
Miami Lakes to credit him for,
the times he has lost his signal —
an hour here, two hours there. “If
it happens one more time, I'm
going to go ahead and cancel. 'm
fed up with it.” =~
Metro-Dade — which licenses
all companies in Dade
requires ' cable companies to
credit customers for interrupted
service that lasts at least six
hours. The county adopted
revised service standards in
1990. Among the new require-
ments: calls must be answered in
30 seconds; if service is out six
. hours, the customer gets a one-
.. day credit; and less than 3 per-

cent of callers can reoenve a busy -

sighal. «

The problem is ‘most compa—
nies operating Dade don’t have
to comply yet. The companies -
are subject to the new standards -
when they renew their licenses. .

U :les*‘l

oech L-w"- i

i et e ks ey AR e

4

The Federal |
Commumcatzo,ns
Commission'is’%

“We don’t need government to fii‘i:-few7’1 tmg reg ulat mns

for cable.companies.

It welcomes comments
from the publzc

o ,Tl

Adelphxa and Cable Satelllte

came under the new standards
when they renewed their licenses -

in 1990. “We didn’t think we

" needed it,” said Bruce Ellis, gen- -

eral manager of Adelphia Cable
Partners, which has 71,422 sub-
scribers in South Dade. “But we
didn’t think it would be too bur-
densome either.”

Four others companies —
Dynamic Cablevision,
rer/North, Storer/South and
Gold Coast Cablevision — will
have to comply later this year.
Miami Tele-Communications
and TCI Cablevision of Florida
are not due for lxcense renewal

until 1997, . .

‘8o many complaints’. .

ay ‘lmpr-, ,

‘ 'Ihe "FCC also wrll regulate
. rates.” Nationwide, the average

" plaint-response

‘mula for expanded

Sto-- -

: ::‘ f!:}'b

1

monthly cable rate has-grown

1ot
-almost three trmes as fast as the

i"cable? “

t .

-
'
[

“/|+* ra-regulation-of cable TV,

Consumer  Price ' Index since -
1986, :according - to FCC docu- .
!

ments

for expanded services ——‘chan-
nels such as CNN, TNT, ENT —;
will be regulated through a com-
system, ~ the
details of which also. are stlll
being worked out.

The FCC may use the same for-

“There’s a very good argument,
that if not, they could move
channels from one tier to the
next tier to avoid regulation,”

said William Johnson, deputy<
chief of the FCC'’s mass medla
bureau L i

Spanish sla‘tion watching

One local’ Spanish-language
broadcast station — WSCV-
Channel is watching
closely the FCC regulations. New
regulations could settle an ongo-
ing dispute between the station
and Storer/North. The cable
‘company does not offer Channel

PN

“We set the standards’ because,
we were getting so many com-

plaints,” the county’s Grimes
said. “If the FCC adopts service
standards, subscribers will have
another safety net.”

" general

51 to its- 67,421 subscribers in

“Northwest Dade and South

Browdrd.

“It is abusive and it is wrong,”
said Jose Cancela, the station’s
manager. “There’s

service.

“The FCC will come up with a | + The deadiine to submit

~ pricing formula for basic service;
- which includes local, government |
- and educational channels Rates

‘|i comments on the rates lssue

770 COMA

Togive your viewson thé ..

L

" write the FCC at: 1919 M &
. 20554. }

is Wednesday; for other
comments, the deadlineis
.Fab. 11. Copies of some:
. comments submitted haﬁve
! been placed in all public’ | | j
libraries. |
For more information;, call
. the county’s office of cable
_television coordination at
375-3677,8a.m.to5 p,.m

.. NW; Washington,D.C. | -l

weekdays. i

*30,000 Hispanic households, and

we're looking very seriously at

filing a lawsuit against Storer
‘North. It’s ham?ermg .our ability

to do business.’
Storer’s Bello said the com-

.pany plans to add Channel 51 in
‘North Dade by October 1994,

‘'when

‘carry” rule requiri

its system' will
expanded. Bello said he- doubts
the FCC will adopt a ‘“‘must
cable com-

‘panies to offer all Jocal stations.

The industry has dlallenged the

V.provnsnon in court

be,

. N —

I !
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LINDA J. GEORGE

8335 SW 72 Avenue

The Ledges Condominium
Apt. D-218

Miami, Florida 33143

December 28, 1992

Storer Cable Comm Inc.
9825 S.W. 72 Street
Miami, Florida 33173-4617

Dear Sirs:

It is impossible to contact you by telephone. Your phones
are constantly busy day and evening, and there is not even
the courtesy of a message service at Storer.

I am hereby documenting to you my disappointment and outrage
at your incredible increase in your fees.

I can understand double, and perhaps even triple increase,
but in no way am I going to pay you FOUR times my previous

rate of $2.89. 1In the first place, the reception I receive
is terrible, always snowy and jumping. Whenever I call, I
get a rude representative on the line at Storer. I'm afraid

Storer reallv dropped the ball on this one as you did not
even make a customer service marketing survey to see just how
far you could push your increase without having hundreds of
cancellations.

Please cancel my entire cable service effective immediately.
I need vou to call me at (305) 350-7631 or (305) 667-6012 in
the evening, to arrange for your technician to come and dis-
connect the cable service, to remove your converter box, and
to reconnect my TV to the roof antenna (which was originally
disconnected by Storer when you installed the cable).

i
\

Linda J. George !
(305) 350-7631 (day phamreT . \

- cc: Storer Pittsburgh
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AMOUNT DUE
STORER CABLE COMM INC. DATE DUE Toue
9825 S.W. 72_ST ON RECPT 31.

- xxXIMPORTANT %%
MIAMI FL 33173-4617 PLEASE HELP US
UPDATE YOUR
TELEPHONE NUMBER
HM: ___ - 1
WK: __ ~ 1:}
PLEASE RETURN THIS TOP PORTION ONLY, WITH REMITTANCE TO —— ... Zdusk Fou/ = -
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ADDRESSED. ALL PAYMENTS MUST BE IN

1/01- 1/31 CABLE SERVICE 26.30 OUR OFFICE BY THE 10TH OF THE MONTH.
1/01- 1731 SALES TAX 2.59
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1/01- 1/31 EXPANDED BASIC 2.80 \

1/01- 1/31 SHOWTIME SERVICE  10.75 3

12/31 BALANCE DUE 31.59 K 98-070b
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Linda J. George
6730 SW 88th Street, Apt. C-114
Miami, Florida 33156

August 6, 1991

General Manager

Storer Cable Comm Inc.
9825 S.W. 72 Street
Miami, florida 33173-4617

Dear Storer Cable:

This is a complaint letter concerning the extremely poor quality
of your cable service. Every day it secems to be degenerating
more and more.

Every day I have technical and picture reception difficuities,
and major interruptions followed by long "snow"-filled TV hours
during which it is impossible to receive any station at all.

When I call your reception problems number 595-1892, it is ,
constantly busy. Once, out of curiosity, I kept dialing that -
number for at least 25 minutes, and kept getting a busy signal.
When I try to call your customer service number 595-0766 as an
alternative number to complain about reception problems, it is
also the same story - busy for hours. When the phone is finally
answered, one is also kept on hold for another 15 to 20 minutes.

Once, I called after a 10 hour period of "snow" disruption, and
before I had a chance to tell your reception representative where
I was calling from, she told me that Storer was having satellite
problems in my area. I had not mentioned from which part of
Miami I was calling.

I do not know how you can run a business with this low level of
service. It occurred to me that perhaps the phones at Storer are
purposely put on "call busy" during your satellite system down
times because Storer does not want to have to address the
complaints of irate consumers?

It is obvious that at the present time cable companies do have
considerable leeway because of their system monopolies. However,
when the time arrives whereby the market will take over, quality
of service will surely be a deciding factor for many consumers as
to whether or not they will choose to retain Storer Cable Comm.
which may also decide whether or not you stay in business.

Very truly yours,

cc: Art Simon, Representative
Kendall Area




STORER CABLE 925 SW. 72nd Street

COMMUNICATIONS Miami, Florida 33173
- (305) 595-0924

January 6, 1993

rec'a ey

- (x\ﬁ“
Dear Resident: \p\\o‘}
A 1992 audit of our billing records indicated that residents of several communities were = Q\})
receiving a special rate for cable services for several years. This reduced rate was made S@
available to your complex as an introductory offer to new customers. It was not meant to \*QD
be a permanent rate structure, but a way to sample our services at a nominal cost. % | q\\@’

N
Prior to Hurricane Andrew we were in the process of adjusting these rates to standard \*°
residential rates. Of course, when the Hurricane hit, we discontinued this adjustment
process. In the interim, we have been working around the clock to restore service to our
customers. Partial service was restored to your area at the end of November and you
have received several weeks of cable service at no charge.

You recently received a statement for cable service resuming billing at standard rates,
effective January 1, 1993. It was our intent to notify you of these changes at the end of
November. However, since that did not occur we will not begin charging you for service
until February 1, 1993.

For your information, our standard monthly rates for cable service are as follows:

1st TV - Basic Cable (33 Channels)............ $21.30*
- Expanded Basic (5 Channels)....... $ 280
Additional TV's..............oooooiiiiiiii $ 400
Showtime...............cccoooeeiieiiiieiec $10.75
CONVEIEr........ooeivviiiieeieeeeee e $ 5.00

* All rates quoted subject to applicable State Sales Tax and County Franchise Fees.

You may add or remove any of these services at no charge simply by calling Customer
Service at (305) 595-0766, Monday through Friday from 8:00 AM until 7:00 PM or
Saturday from 8:00 AM until 5:00 PM.



Page..2 i}

We have been invited to address your Condominium Association Board in the next 2
weeks to discuss an alternative to individual customer billing. We can offer a special low
rate of $13.25 per unit for 38 Basic Channels, plus our premium movie service, Encore if
all units participate. Your Board will notify you of the results of our meeting.

We hope that this letter answers the questions that many of you had after receiving your
last statement.

Thank you for being a Storer Cable Customer. We look forward to providing you with
the best in Cable TV entertainment and services for many years to come.

Sincerely,

DADE CA/BLE TELEVISION, INC
/

‘;’72%_---. -
Steve Alpert
Commercial Accounts Manager

SA:ng



FOWARD KEATING

dose of sedatives and alcohol when his
son was 26. Ladd calls their relationship

“basically nonexistent”—but all along,
he was drawn to films, seeing as many
as 18 in a week, "1 should probably see a
shrink, although I know it was probably
to win my father's approval.” he says of
the obsession.

Even so, Ladd initially avoided show
biz, trying his hand at real estate man-
agement. But he gravitated toward film,
first as an agent, with such clients as
the young Robert Redford. After four
years in London as a producer, he joined
Fox, and by 1977 was studio president,
He left in a huff in 1979, when then-
Chairman Stanfill refused to pay Fox
executives bonuses.

MGM is a homecoming of sorts for
Ladd. While running the studio in the
mid-1980s, he tried to buyv it. but he
couldn’t get the financing. He later be-
came furious when Kerkorian tried to
sell MGM to producers Peter Guber and
Jon Peters without informing Ladd. His
anger led to a confrontation in an MGM
elevator, in which he uncharacteristically
hollered at Kerkorian. Ladd quit the fol-
lowing year, 1988, when Kerkorian tried
to pare expenses by firing all the pro-
ducers Ladd had brought to the studio.
ROLLER coAsTER. Within six months,
Ladd had traded one difficult financier
for another: He wound up at Parretti’s
Pathe, which was soon to buy MGM.
Granted freedom to make whatever
films he wanted, Ladd signed a four-
year contract as producer that promised
him at least $2.5 million a year in salary

F NG BACK:
LAY FIBER-OPTIC
CABLE IN NEW YORK

CABLE TV

WHY CABLE COMPANIES
ARE PLAYING SO ROUGH

and $125 million a year for production.
Friends were skeptical about Parretti,
but Ladd wanted a change: “I had
played it conservatively for most of my
life. 1 thought it was time to try the
roller coaster.”

That coaster crashed early this year,
three months after Parretti bought MGM.
Ladd considered quitting because of un-
paid bills, but opted to stay after Crédit
Lyonnais provided a cash infusion—and
gave him a new four-year, $3.2 million-a-
year contract. Now, he's negotiating to
increase funds for production. So far he
has lined up Zanuck to do another film,
Rich in Love. And producer Albert
“Cubbie” Broccoli may do a James Bond
movie for the studio. Ten other films, in
the can but sitting on the shelf because
of financial problems, are scheduled for
release in the next few months.

Ladd concedes it's tough, emotionally,
to groom the old MGM lion just to sell it
off. But he has no choice. Already, he
says, he has talked with two potential
Japanese buyers and knows of other in-
terested parties. Ladd no longer harbors
ambitions to buy MGM himself, though.
After the rough couple of months he’s
been through, no one can blame him.

They're terrified of the Baby Bells and other high-tech rivals

By Ronald Grover in Los Angeles

or vears, the cable-television estab-
Flishment seemed to have every-

thing wired. It persuaded state and
local lawmakers to write stiff rules for
upstart cable companies trying to break
into their monopoly franchises. And it
thwarted a congressional drive last year
to place new curbs on established cable
operators, even though consumers were
raising hell about skyrocketing rates
and poor service.

But on July 25, the future of the $18
billion cable business began to slip out
of the industry’s hands. U.S. District
Judge Harold H. Greene lifted regula-

tions that barred the seven regional Bell.

telephone companies from entering the
information-services business. Greene’s
ruling means the Baby Bells can use
their phone lines to offer services such
as home shopping and banking. Now,
lobbyists say it's only a matter of time
before Congress allows phone companies
to compete directly with cable by offer-
ing television programs.

That’s a scary prospect for the indus-
try, which is already under attack from
new technology such as direct-broadcast

satellites and wireless cable, and from
upstart rivals within the business (table).
Worse, all these threats are coming as
cable’s days of torrid growth are ending.
While 90% of U.S. homes can receive
cable, only 60% subscribe. That means
just about everybody who wants cable
already gets it. The slackening appetite
has slowed cable’s annual revenue.
growth from 38% in 1980 to 13% in 1990.
TOUGH GuUYS. To stem the tide, the indus-
try is resorting to some rough tactics.
Besides heavy-duty lobbying, cable oper-
ators are using hardball marketing cam-
paigns to quell competition. To snuff out
the new technology, they're denying ri-
vals access to programming. “These
guys are the NRa of the video age,” says
Harry P. Cushing, president of Telesat
Cablevision Inc., which has been taking
on established cable services in Florida.

Like the National Rifle Assn., the ca-
ble industry is a powerful Washington
player. Last year, its trade group, the
National Cable Television Assn., side-
tracked a popular measure that would
have allowed cities to impose tough reg-
ulations on cable franchises. The NCTA

88 BUSINESS WEEK/AUGUST 12, 1991

MEDIA




enlisted Senator Timothy E. Wirth (D-
Colo.), whose state is home to several
major cable companies, to bury the mea-
sure, at least for now.

Such past legislative victories may
owe something to the $565,000 that the
NCTA lavished on congressional cam-
paigns in the last election. But stopping
the Baby Bells is another matter. For
one thing, the Bush Administration,
which opposed tougher cable regulation,
favors letting phone companies into the
business. It didn’t help when the General
Accounting Office reported on July 18
that rates have ballooned 61% since ca-
ble deregulation in 1986.

Cable operators are terrified of the
Baby Bells because their pervasive net-
work of phone lines gives them access td
virtually every household in America.
And they can use these phone lines to
offer state-of-the-art interactive pro-
gramming. That would allow customers
to select the time and day they want to
watch a specific program simply by
pressing buttons on a keypad.

BIG STICKS. Such innovations are years
away. But the cable industry is already
hustling to offer similar services. Time
Warner Inc., the nation’s second-largest
cable supplier, is installing fiber-optic ca-
ble in its Queens (N.Y.) system. The
new technology will allow it to offer in-
teractive services, too. Fiber optics also
allows cable to compete with direct-
broadcast technology. DBS, which trans-

to their basic cable service rather than
as a rival technology. Nine states and
the U.S. Justice Dept. are scrutinizing
the venture to determine if it violates
antitrust law. K Prime’s executive vice-
president, David P. Beddow, insists it
isn't anticompetitive,

Perhaps the most powerful weapon
the industry has to thwart competition is

The cable operators’
strongest weapon: A virtual
lock on programming

—— —
its virtual lock on programming. Several
big cable-franchise holders also own pro-
gramming companies. Time Warner, for
example, is one of Hollvwood's largest
TV programmers through its HRO,
Warner Bros., and Lorimar Television di-
visions. By limiting access to shows, ca-
ble operators can leave rivals with little
desirable programming to bounce off
their satellites or to send over their
phone lines.

Take Sky Cable, a DBS venture backed
by Rupert Murdoch’s News Corp., Gen-
eral Motors’” Hughes Communications,
NBC, and Cablevision Systems. The proj-
ect ground to a virtual halt in June,
largely because the partners feared they
wouldn’t have access to programs. The

cable industry says it should be able to
sell shows to whomever it pleases.

If competition from outsiders isn’t
enough, established cable franchises
face a growing threat from new cable
operators. Since 1989, the number of cit-
ies with competing cable companies has
doubled, to about 50. But that growth
hasn’t come without a fight. When Tele-
sat applied for a cable-Tv license for
Cape Coral, Fla., in 1988, incumbent
franchisee Cablevision Industries coun-
terattacked with a blistering ad and let-
ter campaign. It claimed that Telesat
would damage or destroy hundreds of
trees by erecting poles to string its ca-
ble. Telesat finally prevaiied after a
heated six-hour city council meeting that
lasted until 1 a.m.

When efforts to block rivals fail, some
cable companies resort to bare-knuckles
marketing tactics. Pacific West Cable
Co. sued Scripps Howard Co.'s Sacra-
mento Cable in 1989—charging that af-
ter Pacific West received a franchise in
Sacramento in 1989, Sacramento Cable
slashed rates, offered free service, and
gave away Tvs: in areas where Pacific
West had laid cable. Pacific West claims
Sacramento Cable employees followed
its salespeople door-to-door and disrupt-
ed their efforts to sign up customers.
Scripps settled the suit on Apr. 8 by
agreeing to pay Pacific West $12 million.

Cable operators are using more subtle
public relations techniques as the indus-

mits TV signals via satellite
to small receiving dishes,
can offer many more chan-

MORE STATIC

try redoubles its campaign
against new regulations. In
June, 1990, Cleveland’'s The

nels than current cable tech-
nology. But by using fiber
optics, Time Warner will be

Cable franchises are lucrative—and under altack:

Plain Dealer published an
article by an apparently in-
dependent expert blasting

able to expand the number
of channels it can offer in
Queens from 75 to 150.

Fiber optics may be only
the most benign way cable is
meeting the DBS challenge.
Critics say some cable
heavyweights are trying to
quash the technology by co-
opting it. Last November, 9
of the top 15 cable operators,
including No.1 Tele-Commu-
nications Ine. (TCh, started
their own DBS service.

The venture, called K
Prime Partners, has several
thousand subsecribers in 40
test markets. But critics say
that by pooling so many big
plavers, K Prime could even-
tually swamp any competing
systems. Moreover, thev say
the partners

are
marketing K Prime \
only as a supplement

MEDIA

Phone companies that want.
laws letting them deliver TV
programming via phoie lines.
On July 25, a federal judge al-
lowed them to start offering
home shopping and banking

Direct-broadcast satellites and
microwave cable that deliver
hundreds of channels

Rival cable operaters that want
to horn in on existing local mo-
nopolies. The number of cities

with competing cable systems

has doubled since 1989

DATA: BW

Make campaign contributions
to key members of Congress
hoping to influence legislation.
Install fiber-optic wire, wire
that also delivers interactive
service

Keep a tight rein on program-
ming and start rival joint ven-
tures in direct broadcast

Lobby for stiff restrictions on
newcomers and drive them out
in price wars

the legislation. But Ohio
University economics Profes-
sor Richard K. Vedder was
paid $1,000 to write the piece
by public-relations man
James M. Savarese. Savar-
ese, who works for the cable
industry, even vetted the ar-
ticle so that it hewed to the
party line. Vedder says he
should have disclosed the
link: “Maybe | was a little
naive.” Savarese couldn’t be
reached for comment.

Such tacties won't burnish
cable's reputation. That
could prove costly when
measures to free the phone
companies are tossed into
the legislative hopper. With
the Baby Bells poised to en-
ter the fray, cable will need
all the allies it can get.

By Mark Lewyn in

Washington
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